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COURSE INTRODUCTION / OVERVIEW:

The phrase "l want to speak to your manager" can be a moment of dread for any service professional. This Handling High-
Pressure Customer Complaints and Escalations Training Course is designed to transform that moment into an
opportunity. BIG BEN Training Center presents a program that goes beyond basic problem-solving, providing a
comprehensive framework for handling escalated customer interactions with confidence and grace. We will explore the
psychology behind customer frustration, the importance of emotional intelligence, and the strategic protocols for
managing and resolving high-stakes complaints. The curriculum draws on the work of communication and conflict
resolution experts like William Ury, co-author of the classic negotiation book "Getting to Yes." Participants will learn how
to de-escalate heated situations, build rapport under pressure, and provide solutions that not only satisfy the customer
but also reinforce trust in the brand. The course is built on the idea that an effective escalation manager is not just a
problem solver, but a business protector and a loyalty builder. By mastering these critical skills, you will be able to handle
complex complaints with poise, reduce churn, and turn a frustrated customer into a loyal advocate. This program is the

ultimate guide to navigating the most challenging moments in customer service.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Frontline customer service representatives.

e Team leaders and supervisors.

Escalation and retention specialists.

Complaint resolution managers.

Call center agents and managers.

Anyone who handles difficult or complex customer issues.

TARGET SECTORS AND INDUSTRIES:

Telecommunications.

Financial services.

Retail and e-commerce.

Travel and hospitality.

Healthcare.

e Government agencies and public services.

Technology.

www.bigben-training.com




TARGET ORGANIZATIONS DEPARTMENTS:

e Customer Service.

Client Relations.

Support and Help Desk.

Operations.

Quality Assurance.

Sales.

COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Master advanced de-escalation techniques for angry customers.

Manage high-pressure situations with emotional control.

Apply strategic protocols for handling customer complaints.

Build rapport and trust even in a heated conversation.

Provide effective and satisfying solutions to complex problems.

Use empathetic communication to validate customer feelings.

Prevent future escalations by addressing root causes.

Turn a negative service experience into a positive outcome.

COURSE METHODOLOGY:

This training course uses a highly practical, scenario-based methodology to ensure participants are prepared for any high-
pressure situation. The program is built around intense, real-world role-playing exercises where participants will practice
handling a variety of escalated customer complaints. We will use interactive sessions to analyze the psychology behind
frustration and explore different communication techniques. Our approach includes a strong focus on feedback, with
instructors and peers providing constructive guidance to help each participant refine their de-escalation and problem-
solving skills. BIG BEN Training Center facilitates a safe, controlled environment where individuals can experiment with
new strategies without fear of failure. The course also includes case studies that highlight best practices from different
industries, providing a clear roadmap for success. By combining theoretical knowledge with hands-on, practical
application, this methodology ensures that participants are not only confident in their abilities but are also ready to

handle the most challenging customer interactions with professionalism and poise.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: THE PSYCHOLOGY OF AN ESCALATION

Understanding the customer's mindset during a crisis.

Identifying the triggers that lead to anger.

The role of emotional intelligence in high-pressure situations.

The importance of a calm and confident demeanor.

The "customer is angry" mindset shift.

UNIT TWO: ADVANCED DE-ESCALATION TECHNIQUES

The power of silence and active listening.

Using empathy and validation to disarm anger.

Phrasing techniques that reduce tension.

Setting professional boundaries with respect.

Knowing when to escalate and when to take control.

UNIT THREE: STRATEGIC COMPLAINT MANAGEMENT

Following a clear protocol for handling complaints.

Gathering information effectively.

Collaborating with other departments for a solution.

Providing a clear and timely resolution.

Managing customer expectations throughout the process.

UNIT FOUR: TURNING A NEGATIVE INTO A POSITIVE

The Service Recovery Paradox in action.

Apologizing sincerely and effectively.

Offering a solution that exceeds expectations.

The art of the follow-up.

Rebuilding trust and earning loyalty.
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UNIT FIVE: PROTECTING BUSINESS AND YOURSELF

e Documenting the complaint for future insights.

Identifying the root causes of escalations.

Stress management for service professionals.

Knowing your limits and seeking support.

Becoming a strategic asset to the organization.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

How can a service professional, by mastering the art of de-escalation, transform a customer’s heated complaint into a

powerful display of organizational competence that builds lasting trust and loyalty?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO

OTHER COURSES?

This training course is unique because it specializes in the most challenging aspect of customer service: managing
escalations. While most programs offer a general overview, this one provides a deep, tactical toolkit for handling high-
pressure complaints. The course is distinguished by its use of real-world, high-stakes scenarios and intensive role-playing,
which is essential for building confidence in this difficult area. We apply frameworks from negotiation and conflict
resolution, giving participants a strategic advantage that goes beyond simple scripts. The program is built on the idea that
an escalated customer is not a problem, but an opportunity to showcase the company's commitment to excellence. By
teaching professionals how to understand the psychology behind a complaint, we empower them to take control of the
situation and provide a solution that not only satisfies the customer but also strengthens the brand's reputation. This is

the ultimate training for anyone who wants to become an expert in service recovery.
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